
Agriculture and Food Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

First Contact Resolution 

Agriculture and Food

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Medium Total

Application 

Support

_No Tier 2 None None 0

0

23

0

3

0

26

0

Total 0

0

23

0

3

0

26

0

Total 0

0

23

0

3

0

26

0

Total 0
0

23
0

3
0

26
0

Campus 

Networking

_No Tier 2 None None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1
0

0
0

0
0

1
0

Help Desk Application Error Novell 

GroupWise

0

0

2

2

0

0

2

2

Total 0

0

2

2

0

0

2

2

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Medium Total

Help Desk Application Password Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

None 0

0

1

1

0

0

1

1

Novell 

GroupWise

0

0

1

1

0

0

1

1

Utah Master 

Directory

0

0

2

0

0

0

2

0

Total 0

0

5

3

0

0

5

3

Total 0

0

7

5

0

0

7

5

Total 0
0

7
5

0
0

7
5

Internal 

Application 

Development 

and Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Application Error Acrobat Reader 0

0

1

1

0

0

1

1

Microsoft 

Access

0

0

1

1

0

0

1

1



High Low Medium Total

Metro D 

Desktop 

Support

Application Error Microsoft 

Windows XP 

0

0

2

2

0

0

2

2

Novell 

GroupWise

0

0

1

1

0

0

1

1

Total 0

0

5

5

0

0

5

5

Reporting HP-UX 0

0

1

1

0

0

1

1

Microsoft 

Windows XP 

0

0

1

1

0

0

1

1

Novell Client 

for 32-bit 

0

0

1

1

0

0

1

1

Total 0

0

3

3

0

0

3

3

Total 0

0

8

8

0

0

8

8

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Novell 

ConsoleOne

0

0

3

3

0

0

3

3

Total 0

0

3

3

0

0

3

3

Total 0

0

4

3

0

0

4

3

PC/Laptop Error None 0

0

2

1

0

0

2

1

Total 0

0

2

1

0

0

2

1

Hardware None 0

0

7

6

0

0

7

6



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Hardware Total 0

0

7

6

0

0

7

6

Password Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0

Total 0

0

3

0

0

0

3

0

Performance Microsoft 

Windows XP 

0

0

3

3

0

0

3

3

Total 0

0

3

3

0

0

3

3

Virus Microsoft 

Windows XP 

0

0

0

0

1

0

1

0

None 0

0

1

0

0

0

1

0

Total 0

0

1

0

1

0

2

0

Total 0

0

16

10

1

0

17

10

Print/Copy/Sca

n/Fax

Error Code None 0

0

0

0

2

2

2

2

Total 0

0

0

0

2

2

2

2

Incident Loans System 0

0

1

0

0

0

1

0

None 0

0

7

6

0

0

7

6

Total 0

0

8

6

0

0

8

6

Toner/Fuser/Ink None 0

0

2

2

0

0

2

2



High Low Medium Total

Metro D 

Desktop 

Support

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink Total 0

0

2

2

0

0

2

2

Total 0

0

10

8

2

2

12

10

Total 0
0

41
29

3
2

44
31

Metro D 

Network

_No Tier 2 None None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1
0

0
0

0
0

1
0

Network 

Operations

Application Error Data 

Warehouse

0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0

0

1

1

0

0

1

1

Total 0
0

1
1

0
0

1
1

Voice 

Operations

Telecom Voice Mail Telephone 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Voice/Data/WA

N Services

Telecom None None 0

0

1

0

0

0

1

0



High Low Medium Total

Voice/Data/WA

N Services

Telecom None Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Total 2
0

76
35

6
2

84
37



High Low Medium Total

Application 

Support

_No Tier 2 None None 0

0

23

0

3

0

26

0

Total 0

0

23

0

3

0

26

0

Total 0

0

23

0

3

0

26

0

Total 0
0

23
0

3
0

26
0

Campus 

Networking

_No Tier 2 None None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1
0

0
0

0
0

1
0

Help Desk Application Error Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Password Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Medium Total

Help Desk Application Password Novell 

GroupWise

0

0

1

0

0

0

1

0

Utah Master 

Directory

0

0

2

0

0

0

2

0

Total 0

0

5

0

0

0

5

0

Total 0

0

7

0

0

0

7

0

Total 0
0

7
0

0
0

7
0

Internal 

Application 

Development 

and Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Application Error Acrobat Reader 0

0

1

0

0

0

1

0

Microsoft 

Access

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

2

0

0

0

2

0

Novell 

GroupWise

0

0

1

0

0

0

1

0



High Low Medium Total

Metro D 

Desktop 

Support

Application Error Total 0

0

5

0

0

0

5

0

Reporting HP-UX 0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

8

0

0

0

8

0

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Novell 

ConsoleOne

0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

PC/Laptop Error None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Hardware None 0

0

7

0

0

0

7

0

Total 0

0

7

0

0

0

7

0

Password Microsoft 

Windows XP 

0

0

1

0

0

0

1

0



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Password None 0

0

2

1

0

0

2

1

Total 0

0

3

1

0

0

3

1

Performance Microsoft 

Windows XP 

0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Virus Microsoft 

Windows XP 

0

0

0

0

1

0

1

0

None 0

0

1

0

0

0

1

0

Total 0

0

1

0

1

0

2

0

Total 0

0

16

1

1

0

17

1

Print/Copy/Sca

n/Fax

Error Code None 0

0

0

0

2

1

2

1

Total 0

0

0

0

2

1

2

1

Incident Loans System 0

0

1

0

0

0

1

0

None 0

0

7

1

0

0

7

1

Total 0

0

8

1

0

0

8

1

Toner/Fuser/Ink None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

10

1

2

1

12

2



High Low Medium Total

Metro D 

Desktop 

Support

Total 0
0

41
2

3
1

44
3

Metro D 

Network

_No Tier 2 None None 1

1

0

0

0

0

1

1

Total 1

1

0

0

0

0

1

1

Total 1

1

0

0

0

0

1

1

Total 1
1

0
0

0
0

1
1

Network 

Operations

Application Error Data 

Warehouse

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Voice 

Operations

Telecom Voice Mail Telephone 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Voice/Data/WA

N Services

Telecom None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0



High Low Medium Total

Voice/Data/WA

N Services

Total 0
0

1
0

0
0

1
0

Total 2
1

76
2

6
1

84
4



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Medium Total

Application 

Support

_No Tier 2 None None 0

0.00

23

0.01

3

0.00

26

0.01

Total 0

0.00

23

0.01

3

0.00

26

0.01

Total 0

0.00

23

0.01

3

0.00

26

0.01

Total 0
0.00

23
0.01

3
0.00

26
0.01

Campus 

Networking

_No Tier 2 None None 1

0.24

0

0.00

0

0.00

1

0.24

Total 1

0.24

0

0.00

0

0.00

1

0.24

Total 1

0.24

0

0.00

0

0.00

1

0.24

Total 1
0.24

0
0.00

0
0.00

1
0.24

Help Desk Application Error Novell 

GroupWise

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Password Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

1

0.00

0

0.00

1

0.00



High Low Medium Total

Help Desk Application Password Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

0

0.00

2

0.53

0

0.00

2

0.53

Total 0

0.00

5

0.21

0

0.00

5

0.21

Total 0

0.00

7

0.15

0

0.00

7

0.15

Total 0
0.00

7
0.15

0
0.00

7
0.15

Internal 

Application 

Development 

and Support

_No Tier 2 None None 0

0.00

1

0.33

0

0.00

1

0.33

Total 0

0.00

1

0.33

0

0.00

1

0.33

Total 0

0.00

1

0.33

0

0.00

1

0.33

Total 0
0.00

1
0.33

0
0.00

1
0.33

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Application Error Acrobat Reader 0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Access

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Windows XP 

0

0.00

2

0.00

0

0.00

2

0.00

Novell 

GroupWise

0

0.00

1

0.98

0

0.00

1

0.98



High Low Medium Total

Metro D 

Desktop 

Support

Application Error Total 0

0.00

5

0.20

0

0.00

5

0.20

Reporting HP-UX 0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

8

0.12

0

0.00

8

0.12

Network Error None 0

0.00

1

0.05

0

0.00

1

0.05

Total 0

0.00

1

0.05

0

0.00

1

0.05

Password Novell 

ConsoleOne

0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

4

0.01

0

0.00

4

0.01

PC/Laptop Error None 0

0.00

2

0.27

0

0.00

2

0.27

Total 0

0.00

2

0.27

0

0.00

2

0.27

Hardware None 0

0.00

7

0.02

0

0.00

7

0.02

Total 0

0.00

7

0.02

0

0.00

7

0.02

Password Microsoft 

Windows XP 

0

0.00

1

0.45

0

0.00

1

0.45



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Password None 0

0.00

2

1.21

0

0.00

2

1.21

Total 0

0.00

3

0.96

0

0.00

3

0.96

Performance Microsoft 

Windows XP 

0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Virus Microsoft 

Windows XP 

0

0.00

0

0.00

1

0.00

1

0.00

None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

2

0.00

Total 0

0.00

16

0.22

1

0.00

17

0.21

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

0

0.00

2

1.26

2

1.26

Total 0

0.00

0

0.00

2

1.26

2

1.26

Incident Loans System 0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

7

0.39

0

0.00

7

0.39

Total 0

0.00

8

0.35

0

0.00

8

0.35

Toner/Fuser/Ink None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

10

0.28

2

1.26

12

0.44



High Low Medium Total

Metro D 

Desktop 

Support

Total 0
0.00

41
0.18

3
0.84

44
0.22

Metro D 

Network

_No Tier 2 None None 1

1.73

0

0.00

0

0.00

1

1.73

Total 1

1.73

0

0.00

0

0.00

1

1.73

Total 1

1.73

0

0.00

0

0.00

1

1.73

Total 1
1.73

0
0.00

0
0.00

1
1.73

Network 

Operations

Application Error Data 

Warehouse

0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

1

0.08

0

0.00

1

0.08

Total 0
0.00

1
0.08

0
0.00

1
0.08

Voice 

Operations

Telecom Voice Mail Telephone 0

0.00

2

0.30

0

0.00

2

0.30

Total 0

0.00

2

0.30

0

0.00

2

0.30

Total 0

0.00

2

0.30

0

0.00

2

0.30

Total 0
0.00

2
0.30

0
0.00

2
0.30

Voice/Data/WA

N Services

Telecom None None 0

0.00

1

0.13

0

0.00

1

0.13

Total 0

0.00

1

0.13

0

0.00

1

0.13

Total 0

0.00

1

0.13

0

0.00

1

0.13



High Low Medium Total

Voice/Data/WA

N Services

Total 0
0.00

1
0.13

0
0.00

1
0.13

Total 2
0.99

76
0.13

6
0.42

84
0.17



High Low Medium Total

Application 

Support

_No Tier 2 None None 0

0

23

4

3

1

26

5

Total 0

0

23

4

3

1

26

5

Total 0

0

23

4

3

1

26

5

Total 0
0

23
4

3
1

26
5

Campus 

Networking

_No Tier 2 None None 1

1

0

0

0

0

1

1

Total 1

1

0

0

0

0

1

1

Total 1

1

0

0

0

0

1

1

Total 1
1

0
0

0
0

1
1

Help Desk Application Error Novell 

GroupWise

0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Password Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

1

0

0

0

1

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Medium Total

Help Desk Application Password Utah Master 

Directory

0

0

2

0

0

0

2

0

Total 0

0

5

0

0

0

5

0

Total 0

0

7

0

0

0

7

0

Total 0
0

7
0

0
0

7
0

Internal 

Application 

Development 

and Support

_No Tier 2 None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Total 0

0

3

1

0

0

3

1

Application Error Acrobat Reader 0

0

1

0

0

0

1

0

Microsoft 

Access

0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

2

0

0

0

2

0

Novell 

GroupWise

0

0

1

0

0

0

1

0

Total 0

0

5

0

0

0

5

0



High Low Medium Total

Metro D 

Desktop 

Support

Application Reporting HP-UX 0

0

1

0

0

0

1

0

Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

Novell Client 

for 32-bit 

0

0

1

0

0

0

1

0

Total 0

0

3

0

0

0

3

0

Total 0

0

8

0

0

0

8

0

Network Error None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Password Novell 

ConsoleOne

0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Total 0

0

4

0

0

0

4

0

PC/Laptop Error None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Hardware None 0

0

7

0

0

0

7

0

Total 0

0

7

0

0

0

7

0

Password Microsoft 

Windows XP 

0

0

1

0

0

0

1

0

None 0

0

2

0

0

0

2

0



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Password Total 0

0

3

0

0

0

3

0

Performance Microsoft 

Windows XP 

0

0

3

0

0

0

3

0

Total 0

0

3

0

0

0

3

0

Virus Microsoft 

Windows XP 

0

0

0

0

1

0

1

0

None 0

0

1

0

0

0

1

0

Total 0

0

1

0

1

0

2

0

Total 0

0

16

0

1

0

17

0

Print/Copy/Sca

n/Fax

Error Code None 0

0

0

0

2

0

2

0

Total 0

0

0

0

2

0

2

0

Incident Loans System 0

0

1

0

0

0

1

0

None 0

0

7

0

0

0

7

0

Total 0

0

8

0

0

0

8

0

Toner/Fuser/Ink None 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

10

0

2

0

12

0

Total 0
0

41
1

3
0

44
1



High Low Medium Total

Metro D 

Network

_No Tier 2 None None 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1

0

0

0

0

0

1

0

Total 1
0

0
0

0
0

1
0

Network 

Operations

Application Error Data 

Warehouse

0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0

Voice 

Operations

Telecom Voice Mail Telephone 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0

0

2

0

0

0

2

0

Total 0
0

2
0

0
0

2
0

Voice/Data/WA

N Services

Telecom None None 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0

0

1

0

0

0

1

0

Total 0
0

1
0

0
0

1
0



High Low Medium Total

Total 2
1

76
5

6
1

84
7



High Low Medium Total

Application 

Support

_No Tier 2 None None 0

0.00

23

2.66

3

3.37

26

2.75

Total 0

0.00

23

2.66

3

3.37

26

2.75

Total 0

0.00

23

2.66

3

3.37

26

2.75

Total 0
0.00

23
2.66

3
3.37

26
2.75

Campus 

Networking

_No Tier 2 None None 1

3.20

0

0.00

0

0.00

1

3.20

Total 1

3.20

0

0.00

0

0.00

1

3.20

Total 1

3.20

0

0.00

0

0.00

1

3.20

Total 1
3.20

0
0.00

0
0.00

1
3.20

Help Desk Application Error Novell 

GroupWise

0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Password Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

1

0.00

0

0.00

1

0.00

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Medium Total

Help Desk Application Password Novell 

GroupWise

0

0.00

1

0.00

0

0.00

1

0.00

Utah Master 

Directory

0

0.00

2

1.27

0

0.00

2

1.27

Total 0

0.00

5

0.51

0

0.00

5

0.51

Total 0

0.00

7

0.36

0

0.00

7

0.36

Total 0
0.00

7
0.36

0
0.00

7
0.36

Internal 

Application 

Development 

and Support

_No Tier 2 None None 0

0.00

1

1.29

0

0.00

1

1.29

Total 0

0.00

1

1.29

0

0.00

1

1.29

Total 0

0.00

1

1.29

0

0.00

1

1.29

Total 0
0.00

1
1.29

0
0.00

1
1.29

Metro D 

Desktop 

Support

_No Tier 2 None None 0

0.00

3

2.35

0

0.00

3

2.35

Total 0

0.00

3

2.35

0

0.00

3

2.35

Total 0

0.00

3

2.35

0

0.00

3

2.35

Application Error Acrobat Reader 0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Access

0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Windows XP 

0

0.00

2

0.00

0

0.00

2

0.00

Novell 

GroupWise

0

0.00

1

2.68

0

0.00

1

2.68



High Low Medium Total

Metro D 

Desktop 

Support

Application Error Total 0

0.00

5

0.54

0

0.00

5

0.54

Reporting HP-UX 0

0.00

1

0.00

0

0.00

1

0.00

Microsoft 

Windows XP 

0

0.00

1

0.00

0

0.00

1

0.00

Novell Client 

for 32-bit 

0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

8

0.34

0

0.00

8

0.34

Network Error None 0

0.00

1

0.89

0

0.00

1

0.89

Total 0

0.00

1

0.89

0

0.00

1

0.89

Password Novell 

ConsoleOne

0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

4

0.22

0

0.00

4

0.22

PC/Laptop Error None 0

0.00

2

0.27

0

0.00

2

0.27

Total 0

0.00

2

0.27

0

0.00

2

0.27

Hardware None 0

0.00

7

0.13

0

0.00

7

0.13

Total 0

0.00

7

0.13

0

0.00

7

0.13

Password Microsoft 

Windows XP 

0

0.00

1

0.45

0

0.00

1

0.45



High Low Medium Total

Metro D 

Desktop 

Support

PC/Laptop Password None 0

0.00

2

1.21

0

0.00

2

1.21

Total 0

0.00

3

0.96

0

0.00

3

0.96

Performance Microsoft 

Windows XP 

0

0.00

3

0.00

0

0.00

3

0.00

Total 0

0.00

3

0.00

0

0.00

3

0.00

Virus Microsoft 

Windows XP 

0

0.00

0

0.00

1

3.96

1

3.96

None 0

0.00

1

0.00

0

0.00

1

0.00

Total 0

0.00

1

0.00

1

3.96

2

2.64

Total 0

0.00

16

0.28

1

3.96

17

0.50

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

0

0.00

2

1.26

2

1.26

Total 0

0.00

0

0.00

2

1.26

2

1.26

Incident Loans System 0

0.00

1

0.00

0

0.00

1

0.00

None 0

0.00

7

0.60

0

0.00

7

0.60

Total 0

0.00

8

0.53

0

0.00

8

0.53

Toner/Fuser/Ink None 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

2

0.00

0

0.00

2

0.00

Total 0

0.00

10

0.42

2

1.26

12

0.56



High Low Medium Total

Metro D 

Desktop 

Support

Total 0
0.00

41
0.47

3
2.16

44
0.59

Metro D 

Network

_No Tier 2 None None 1

1.73

0

0.00

0

0.00

1

1.73

Total 1

1.73

0

0.00

0

0.00

1

1.73

Total 1

1.73

0

0.00

0

0.00

1

1.73

Total 1
1.73

0
0.00

0
0.00

1
1.73

Network 

Operations

Application Error Data 

Warehouse

0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

1

0.08

0

0.00

1

0.08

Total 0

0.00

1

0.08

0

0.00

1

0.08

Total 0
0.00

1
0.08

0
0.00

1
0.08

Voice 

Operations

Telecom Voice Mail Telephone 0

0.00

2

0.36

0

0.00

2

0.36

Total 0

0.00

2

0.36

0

0.00

2

0.36

Total 0

0.00

2

0.36

0

0.00

2

0.36

Total 0
0.00

2
0.36

0
0.00

2
0.36

Voice/Data/WA

N Services

Telecom None None 0

0.00

1

1.44

0

0.00

1

1.44

Total 0

0.00

1

1.44

0

0.00

1

1.44

Total 0

0.00

1

1.44

0

0.00

1

1.44



High Low Medium Total

Voice/Data/WA

N Services

Total 0
0.00

1
1.44

0
0.00

1
1.44

Total 2
2.46

76
1.11

6
2.77

84
1.27

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000151733

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000151733

No  0.27TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

No  0.00TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000154277

No  0.66TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000154339

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000154339

No  2.53TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

Yes  10.46TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155030

No  0.87TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155171

No  0.83TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155249

No  0.00TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155253

Yes  7.48TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155259

Yes  7.46TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155287

Yes  7.22TTR:TTR Missed:Application Support Medium ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155298

Yes  10.79TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155335

No  1.68TTR:TTR Missed:Application Support Medium ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155470

No  2.25TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155473

No  0.19TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000155685

No  0.00TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 YesNone  1.73TIR:TIR Missed:NoneINC000000155748

No  1.73TTR:TTR Missed:Metro D Network High ClosedAgriculture and Food

_No Tier 2 NoNone  0.19TIR:TIR Missed:NoneINC000000155767

No  4.83TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000157099

Yes  6.02TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000158615



No  0.00TTR:TTR Missed:Application Support Low ClosedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000159705

No  0.07TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000159770

No  0.33TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000159795

No  1.47TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000159801

No  0.59TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000160589

No  0.12TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000160592

No  1.23TTR:TTR Missed:Application Support Medium ResolvedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000160706

No  2.21TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000161526

No  0.43TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.33TIR:TIR Missed:NoneINC000000161561

No  1.29TTR:TTR Missed:Internal Application Development and Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000161784

No  2.81TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

_No Tier 2 NoNone  0.24TIR:TIR Missed:NoneINC000000163624

Yes  3.20TTR:TTR Missed:Campus Networking High ResolvedAgriculture and Food

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000163634

No  1.59TTR:TTR Missed:Application Support Low ResolvedAgriculture and Food

Application

Application NoError  0.00TIR:TIR Missed:Acrobat ReaderINC000000154009

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000154204

No  0.00TTR:TTR Missed:Help Desk Low ClosedAgriculture and Food

Application NoError  0.00TIR:TIR Missed:Novell GroupWiseINC000000154227

No  0.00TTR:TTR Missed:Help Desk Low ClosedAgriculture and Food

Application NoError  0.98TIR:TIR Missed:Novell GroupWiseINC000000154257

No  2.68TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Application NoReporting  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000154979

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Application NoReporting  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000155071

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Application NoError  0.00TIR:TIR Missed:Microsoft AccessINC000000156723

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Application NoPassword  0.66TIR:TIR Missed:Utah Master DirectoryINC000000157417

No  1.00TTR:TTR Missed:Help Desk Low ClosedAgriculture and Food

Application NoError  0.08TIR:TIR Missed:Data WarehouseINC000000157619

No  0.08TTR:TTR Missed:Network Operations Low ClosedAgriculture and Food

Application NoPassword  0.39TIR:TIR Missed:Utah Master DirectoryINC000000158452

No  1.53TTR:TTR Missed:Help Desk Low ClosedAgriculture and Food

Application NoPassword  0.00TIR:TIR Missed:Novell GroupWiseINC000000160243

No  0.00TTR:TTR Missed:Help Desk Low ResolvedAgriculture and Food



Application NoPassword  0.00TIR:TIR Missed:NoneINC000000160495

No  0.00TTR:TTR Missed:Help Desk Low ResolvedAgriculture and Food

Application NoReporting  0.00TIR:TIR Missed:HP-UXINC000000161204

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Application NoPassword  0.00TIR:TIR Missed:Microsoft Windows XP Professional x64 EditionINC000000162233

No  0.00TTR:TTR Missed:Help Desk Low ResolvedAgriculture and Food

Application NoError  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000163268

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Application NoError  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000165733

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Network

Network NoPassword  0.00TIR:TIR Missed:Novell ConsoleOneINC000000156724

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Network NoError  0.05TIR:TIR Missed:NoneINC000000159687

No  0.89TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Network NoPassword  0.00TIR:TIR Missed:Novell ConsoleOneINC000000162277

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Network NoPassword  0.00TIR:TIR Missed:Novell ConsoleOneINC000000165728

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop

PC/Laptop NoVirus  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionalINC000000151499

No  3.96TTR:TTR Missed:Metro D Desktop Support Medium ClosedAgriculture and Food

PC/Laptop NoPerformance  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000156721

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000157573

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

PC/Laptop NoPerformance  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000159411

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

PC/Laptop NoPassword  0.88TIR:TIR Missed:NoneINC000000159685

No  0.88TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoPerformance  0.00TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000161196

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000161202

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000161209

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop YesPassword  1.54TIR:TIR Missed:NoneINC000000162246

No  1.54TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoPassword  0.45TIR:TIR Missed:Microsoft Windows XP ProfessionnelINC000000162778

No  0.45TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000163269

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoError  0.18TIR:TIR Missed:NoneINC000000163925

No  0.18TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoError  0.36TIR:TIR Missed:NoneINC000000164005

No  0.36TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000164062

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food



PC/Laptop NoHardware  0.00TIR:TIR Missed:NoneINC000000164063

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoVirus  0.00TIR:TIR Missed:NoneINC000000164220

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

PC/Laptop NoHardware  0.14TIR:TIR Missed:NoneINC000000164560

No  0.93TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000152960

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000152964

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.00TIR:TIR Missed:NoneINC000000154024

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:Loans SystemINC000000154040

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000154988

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Print/Copy/Scan/Fax YesIncident  2.53TIR:TIR Missed:NoneINC000000155464

No  2.53TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Print/Copy/Scan/Fax NoError Code  0.44TIR:TIR Missed:NoneINC000000155496

Print/Copy/Scan/Fax YesError Code  2.09TIR:TIR Missed:NoneINC000000155496

No  0.44TTR:TTR Missed:Metro D Desktop Support Medium ClosedAgriculture and Food

No  2.09TTR:TTR Missed:Metro D Desktop Support Medium ClosedAgriculture and Food

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000156727

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ClosedAgriculture and Food

Print/Copy/Scan/Fax NoIncident  0.24TIR:TIR Missed:NoneINC000000162198

No  1.68TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.00TIR:TIR Missed:NoneINC000000162267

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Print/Copy/Scan/Fax NoIncident  0.00TIR:TIR Missed:NoneINC000000163267

No  0.00TTR:TTR Missed:Metro D Desktop Support Low ResolvedAgriculture and Food

Telecom

Telecom NoVoice Mail  0.28TIR:TIR Missed:TelephoneINC000000155242

No  0.28TTR:TTR Missed:Voice Operations Low ClosedAgriculture and Food

Telecom NoNone  0.13TIR:TIR Missed:NoneINC000000161806

No  1.44TTR:TTR Missed:Voice/Data/WAN Services Low ResolvedAgriculture and Food

Telecom NoVoice Mail  0.32TIR:TIR Missed:TelephoneINC000000165488

No  0.43TTR:TTR Missed:Voice Operations Low ResolvedAgriculture and Food


